An Analysis of Influence to Marketing and Service of VIP Customer when implementing BPR in China Telecom by 奚益群
   学校编码：10384                                  分类号      密级        




   硕  士  学  位  论  文 
                                           
浅析中国电信BPR对大客户营销与服务的影响 
An Analysis of Influence to Marketing and Service of VIP 
Customer when implementing BPR in China Telecom 
 
奚 益 群 
 
指导教师姓名：翁君奕  教授 
专  业 名 称：工商管理(MBA) 
论文提交日期：2006 年 02 月 
论文答辩时间：2006 年 03 月 
学位授予日期：2006 年    月 
  
 
答辩委员会主席：           
评    阅    人：           
 
 



















响                  
奚  
益  

















































                        声明人（签名）： 
























































  1、保密（√），在 两 年解密后适用本授权书。 




作者签名：      日期：  年 月 日 






























内 容 摘 要 



















































As the speeding up of China reforming and opening up, and China joining in the WTO, 
the domestic telecom market governing released gradually and nation promoted the 
telecom system reforming, the domestic telecom industry has been split and recomposed 
for several times. The “5+1”carrier competition situation has formed. Right now, the 
interior and exterior market competition environment in China Telecom herself has 
changed rapidly. The competitors are shunting of the traditional fixed 
telecommunications services that China Telecom has provided for many years. The 
situation has become more and more serious. The other services, such as data service, 
leased lines, etc., which China Telecom offered, are also facing such problems.  
 
Facing such severe conditions, China Telecom made completely new corporation 
strategies to construct the best world-classed excellent telecom carrier in five years from 
2002. For holding the leading position in Chinese telecom marketing and boosting core 
competitiveness, China Telecom needs to turn gradually to construct operating mode for 
market as the leader, customer as the center, and benefit as the goal. And, China Telecom 
also needs to combine the corporation network resources to provide customer high-grade 
service. BPR (Business Process Re-engineering) is an important step of China Telecom 
management innovation. Drawing from international best practices and own experiences 
with a number of pilot programs, China Telecom hopes to improve China Telecom core 
competitiveness by BPR. 
 
The thesis includes 5 sections, including preface, chapter1, 2, 3 and epilogue. Preface put 
forward to the background and the issues needed to discuss in the following text. 
Chapter1 explained the main reasons of implementing BPR in China Telecom, the 
service history of Chinese telecom industry and an analysis of competition environment 
China Telecom facing now. Chapter 2 introduced the proceeding of implementing BPR in 
China Telecom and in VIP Customer Department respectively, including the core theories 
of marketing and service to VIP customer. Chapter 3 is the highlight of the thesis. The 
writer analyzed the effects, obtainment, experiences and improvement of shortage of 
marketing and service in VIP Customer Department, China Telecom, when in the process 
of implementing BPR. Epilogue is a brief of conclusion of the thesis.  
 
The text is experience and realization of the writer when undergoing the process of 
implementing BPR in China Telecom. Especially, Chapter 3 is a summarizing of 
realizing and feeling when the writer had being engaged in marketing and service in 
China Telecom for many years. They all supported and demonstrated the views of the 
writer properly.  
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点到 2003 年、2004 年的全面推广，到 2005 年上半年已有 300 多个本地网实施了
BPR，中国电信 BPR 的实施得到了预期的效果。而在电信企业中有着极其重要地位
的大客户（或称集团客户），其自身的价值地位决定了在中国电信推进 BPR 过程中
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第一章  中国电信进行BPR的背景 
第一节  中国电信进行 BPR 的概述 


















美国电信企业 AT＆T 公司在 1995 年起即实施了 BPR，并获得了良好的成效，英国
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